
When seconds count



Overview

Who here has annoying co-workers?

“I was at Kalamazoo County they seem to transfer a lot 
wireless calls, why is that?”

-A. Heinze January 2019



Understanding the Concern

Question 1

PSAP recently converted 
to PFN.  Is this a new 
problem?

Question 2

How can we visualize 
misrouted calls?

What are the impacts 
from transfers?

Question 3

What do these type of 
studies look like in 
Kalamazoo?

Is there a problem to be 
fixed?



Question 1
Is this a new problem, 
related to PFN 
conversion?



No this is not a problem.  

Trouble ticketing highlights no concerns related 
to call routing or call delivery from the 
Kalamazoo PSAPs.



Question 2
How can we visualize misrouted 
calls?



Geo Simulating Call Routing

● We have been working on the ability to simulate the geo-routing calls through 
the PFN network.
○ Cover this in Question 3 

● We can overlay caller location within or outside a geo boundary
● Created a realtime situational awareness dashboard in 911 Logix
● Investigated large events call routing trends



Vigo County Indiana Air Show- real time visibility 
of incoming calls



Resource Management





Indy 500

● Over 1,000 wireless 911 calls were 
made during the month of May in 2018

● Calls are routed to City 911 center

● Transferred to Speedway PD if 
applicable

● Transferred to Indianapolis State 
Police if applicable 

● This study did not include social 
hotspots such as the Coke lot

● We predict inefficiencies of over 
30,000 seconds



Question 3
What do we see happening in 
Kalamazoo?



To The Kalamazoo Simulation

● Study Q1 2019(Jan-Mar 2019)
● Surrounding Kalamazoo Co Mi
● 34,246 calls under study



One Example
Sprint ESRK - 6165115905 There are routing concerns  on the east and west sides of the county



 Simulation Summary Results
 1,028 (3%) calls in Q1 2019 where the routing outcomes were different under Geo routing vs Selective routing.



Did April call it right?

Kalamazoo has transferred 23 calls to neighboring counties 
since Jan 1, 2019

Calls average 2 minutes 12 seconds per conference

Average time to identify and create a transfer session 52 
seconds.

Calls are accurately routed...but 



Thank you


